-
<
L
=
-
O
o
(@
L
>
—
- -
o
o
<
<
o
L
2
=

November 1, 2002

SUPPORTING STATEMENT
INFORMATION COLLECTION REQUEST
RENEWAL

for

CUSTOMER SATISFACTION SURVEYS

of

The United States Environmental Protection Agency

ICR 1711.04
OMB No 2090-0019



Table of Contents

Title Page
1. Identification of the Information Collection 1
1(a) Title of the Information Collection 1
1(b) Short Characterization/Abstract 1
2. Need for and Use of the Collection 1
2(a) Need/Authority for the Collection 1
2(b) Practical Utility/Users of the Data 3
3. Non-duplication, Consultations, and Other Collection Criteria 4
3(a) Non-duplication 5
3(b) Public Notice Required Prior to ICR Submission to OMB 5
3(c) Consultations 5
3(d) Effects of Less Frequent Collection 5
3(e) General Guidelines 5
h 3(f) Confidentiality 5
z 3(g) Sensitive Questions 5
m 4, The Respondents and The Information Requested 5
4(a) Respondents/SIC Codes 5
E 4(b) Information Requested 8
: (1) Data items, including record keeping requirements 8
U (I1) Respondent Activities 8

o 5. The Information Collected--Agency Activities, Collection Methodology,

and Information Management 12
n 5(a) Agency Activities 12
5(b) Collection Methodology and Management 12
m 5(c) Small Entity Flexibility 15
5(d) Collection Schedule 15
a 6. Estimating the Burden and Cost of the Collection 16
6(a) Estimating Respondent Burden 16
: 6(b) Estimating Respondent Costs 21
u () Labor Costs 21
(I Capital and Operations and Maintenance Costs 21
u (1) Capital/Start-up vs. Operations and Maintenance (O&M) Costs 22
(IV) Annualizing Capital Costs 22
q 6(c) Estimating Agency Burden and Cost 22
6(d) Estimating the Respondent Universe and Total Burden and Costs 23
¢ 6(e) Bottom Line Burden Hours and Cost Tables 25
n () Respondent Tally 25
(I The Agency Tally 25
m (1) Variations in the Annual Bottom Line 25
(IV) Reasons for Change in Burden 25
(f)] (V) Burden Statement 27




Table of Contents (continued)
Title Page

List of Figures

Figure la - Customer Groups Surveyed 1995-998 6
Figure 1b - Customer Groups Surveyed 1999-2001 7
Figure 2a - Focus for Improvement 1995-1998 8
Figure 2b - Focus for Improvement 1999-2001 9
Figure 2c - Focus for Improvement 2003-2005 10
Figure 3a - Use of Survey Instruments 1995-1998 13
Figure 3b - Use of Surveys 1999-2001 13
Figure 4 - Planned Use of Surveys FY 2003-2005 15
h List of Tables
z Table 4-1 - ICR Use 1995- 2001 7
Table 5-1 - Planned Use of Surveys 2003 - 2005 16
Ll Table 5-2 - Planned Survey Use Averages 16
Table 6-1 - Burden Table 2003-2005 17
E Table 6-1a - Response Time Summary 20
: Table 6-2 - Respondent Universe, Total Burden and Costs 22
Table 6-3 - Agency Burden/Cost for Telephone Surveys 23
U Table 6-4 - Agency Burden/Cost for Mail Surveys 24
Table 6-5 - Agency Burden/Cost for Customer Feedback Forms/Internet Screens 24
o Table 6-6 - Agency Burden/Cost for Focus Groups 25
a Table 6-7 -Aggregate Agency Table for Annual Burden/Cost 26
Table 6-8 - Estimated Agency Costs during FY 2003 27
Table 6-9 - Estimated Agency Costs during FY 2004 28
m Table 6-10 - Estimated Agency Costs during FY 2005 29
> Table 6-11 - Aggregate EPA Bottom Line 29
E Exhibits - Samples of OMB - Approved EPA Survey Instruments
u Exhibit 1 - Comment/Feedback Card 31
Exhibit 2 - Telephone Survey 32
u Exhibit 3 - Web Site Survey 35
Exhibit 4 - Interview Survey 40
- 4 Exhibit 5 - Mail/E-Mail Survey 42
Exhibit 6 - Focus Group Guide 45
¢ Exhibit 7 - Evaluation Form 46
n Exhibit 8 - Website Feedback Screen (no clearance needed) 47
L
7))




-
<
L
=
-
O
o
(@
L
>
—
- -
o
o
<
<
o
L
2
=

U.S. ENVIRONMENTAL PROTECTION AGENCY
VOLUNTARY CUSTOMER SATISFACTION SURVEYS
TO IMPLEMENT
EXECUTIVE ORDER (E.O.) 12862

1. Ildentification of the Information Collection
1(a) Title of the Information Collection: Voluntary Customer Satisfaction Surveys
1(b) Short Characterization/Abstract

In accordance with Executive Order 12862, the Environmental Protection Agency is seeking
from Office of Management and Budget (OMB) renew of its generic clearance (OMB Control No.
2090-0019, expiring 03/31/03) for a period of three years. The clearance will be used to conduct
two types of customer satisfaction surveys: “qualitative” surveys for identifying customer
perceptions for expectations through focus groups or laboratory evaluations; and “quantitative”
surveys for establishing general attitudes of EPA customers through a statistical sampling of
customers. A customer, as described in E.O. 12862, is considered to be “...an individual or entity
who is directly served by a department of an Agency.”

By seeking renewal of the generic clearance for customer surveys, EPA will have the
flexibility to gather the views of our customers to better determine the extent to which our services,
products and processes satisfy their needs or need to be improved. The generic clearance will
speed the review and approval of customer surveys that solicit opinions from EPA customers on a
voluntary basis, and do not involve “fact-finding” for the purposes of regulatory development or
enforcement.

EPA sponsoring organizations seeking approval to conduct a customer survey will continue
to submit their survey instruments with a brief description to the customer service staff in the Office
of Palicy, Economics and Innovation within the Office of the Administrator, for a screening/
assistance review of the questions. Following review, endorsed survey packages will be sent to
EPA’s Information Collections Division within the Office of Environmental Information and then to
OMB. OMB will continue to review submissions for compliance with the Paperwork Reduction Act
on an expedited schedule. EPA will provide OMB an annual summary of surveys conducted in
accordance with OMB’s Resource Manual for Customer Surveys (dated October 1993). The EPA
estimates that a combination of customer satisfaction surveys (mail, telephone, feedback forms
and Internet) and focus group studies will request voluntary responses from approximately 58,077
respondents for an estimated burden of 8,898.8 hours over the three-year period: 21,705
respondents and 3,219.4 hours in FY 2003; 19,267 respondents and 3,085 hours in FY 2004, and
17,855 respondents and 2,594.4 hours during FY 2005, for an average of 9.2 minutes per
respondent overall, a drop from 13.4 minutes per response during the last three year period.

2. Need for and Use of the Collection
2a. Need/Authority for the Collection
Executive Order 12862, dated September 11, 1993, calls upon agencies to take the

following actions:
(a) identify the customers who are, or should be, served by the agency;
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(b) survey customers to determine the kind and quality of services they want and their
level of satisfaction with existing services;

(© post service standards and measure results against them;

(d) benchmark customer service performance against the best in business;

(e) survey front-line employees on barriers to, and ideas for, matching the best in
business;

()] provide customers with choices in both the sources of service and the means of
delivery;

(9) make information, services, and complaint systems easily accessible, and

(h) provide means to address customer complaints.

A March 1995 Presidential memo called upon federal agencies to enhance their customer
service improvement efforts. A March 1998 Presidential memo underscored the continuing need to
improve customer service and directed agencies to provide expanded opportunities for customers
to communicate their needs and expectations. The Governmental Performance and Results Act of
1993 requires that agencies gather and use customer feedback. Finally, the President Bush'’s
Management Agenda underscores the need for citizen-centered service delivery, increased
satisfaction with government services, and the ability to prove government is doing a better job
through measuring outcomes.

Using OMB’s_Resource Manual for Customer Surveys (dated October 1993), which outlines
the steps an Agency must take to obtain a generic clearance for Customer Satisfaction Surveys,
and provides guidance on obtaining quality survey results, EPA developed its 1997 and 1999
generic information collection requests to enable staff across the Agency to continue sponsoring
customer satisfaction surveys. To reflect the Terms of Clearance for the 1997 ICR, Customer
Service Program (CSP) staff developed, distributed and posted on the CSP web site a fact sheet
clearly stating the restrictions on the use of this clearance. Efforts were validated when the 2000
Terms of Clearance supported our efforts to improve screening, encouraging staff to consult with
the CSP staff.

Under the 2000 clearance during the past three years, EPA has worked cooperatively with
OMB to clear approximately 30 survey instruments. CSP staff have advised many more individuals
and their contractors that their survey designs could not fit under this ICR. CSP staff worked with
others to develop surveys to assist them in gathering information that could serve at least part of
their needs through this ICR. If CSP staff could not work with regional and program staff to modify
guestions to fit the ICR and satisfy the needs of staff and their managers, we rejected their use of
the ICR. Our goal has been to ensure that the surveys submitted under this ICR clearly meet the
Terms of Clearance that OMB set out when approving it:

“As stated in OMB's 1999 terms of clearance: "The generic ICR is approved to allow the
expedited OMB clearance of EPA customer satisfaction surveys that are simple, straightforward,
and narrowly focused to:

1. current or former customers of EPA products or services;

2. the level of satisfaction with an actual service or product provided by EPA that they have
utilized; and,

3. their recommendations for improving said product or service."

Surveys that target these elements and are submitted to OMB in accordance with this ICR
will be reviewed by OMB within 20 working days. EPA shall provide OMB with an annual report
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outlining the use of this generic clearance, including the number of surveys, the burden imposed,
and a brief description of their purposes (a condition of both the 1994 and 1997 clearances). OMB
encourages agency staff to consult with EPA's Customer Service Program (CSP) for advice, survey
evaluation, and clearance assistance. OMB reserves the authority to disapprove any individual
survey that does not meet the conditions outlined in this ICR. This generic clearance does not
extend to "fact finding" for the purpose of regulatory development or enforcement. OMB is relying in
large part on EPA's internal review and quality control to develop useful customer information.
Finally, this generic ICR approval does not, and is not intended to, cover all types of surveys that
EPA may wish to do relating to customer satisfaction -- only the narrow range of surveys discussed
above. Surveys that do not meet the terms of clearance for this expedited clearance process may
be entirely valid and appropriate surveys, but they should be submitted under the normal PRA
clearance process. The agency is required to display the OMB control number and inform
respondents of its legal significance (see 5 CFR 1320.5(b)).”

To fulfill its broad mandate of protecting human health and the environment, the EPA
provides a wide variety of voluntary public services ranging from information clearinghouses to
educational programs and emergency hot lines. Corresponding to this broad range of services is a
diverse universe of EPA customers, loosely defined by E.O. 12862 as “...an individual or entity who
is directly served by a department or agency.”

EPA expands this definition to include customers who could have, but chose not to
participate in an EPA service function, such as persons who were provided the opportunity but did
not comment on a permit, participate in a community meeting, join a partnership program, etc.
Learning perceptions of our services from those who select not to use them may also assist the
Agency in its service innovation efforts. As we continue to redesign our processes and practices,
we will be asking customers who use our current services what, from their perspectives, would be
the most useful improvements.

Because Agency services and customers are so diverse, the Agency is requesting a generic
clearance that will maximize flexibility in the methods used to fulfill the requirements for the
Executive Order and expedite OMB review and clearance process of customer satisfaction surveys.
EPA maintains a central repository of surveys submitted to OMB in the Regulatory Information
Division. In addition, developed a summary of the surveys and collected the analytical reports
produced. The CSP staff has shared the findings, analysis and “success stories” following the
conduct of surveys so this information can benefit those planning future surveys.

CSP staff continues to be a resource to individuals considering the development of
customer satisfaction measurement programs within their organizations, explaining what the
customer satisfaction ICR does and does not cover and how to make the best use of it.

2(b) Practical Utility/Uses of the Data

Customer service standards provide a basis for performance measurement systems to
determine our success at reaching customers, and provide the necessary framework for a
management role in the development and use of the survey results. Information gathered from
these surveys will continue to assist EPA to build and validate measurement systems. Survey
results may be used to identify:

1) service needs and expectations of EPA customers;

2) strengths and weaknesses of EPA services;
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3) ideas or suggestions for improvement of EPA services from its customers;
4) barriers to achieving customer service standards; and
5) needed changes to customer service standards.

While the information will not be used for regulatory development, the results of customer
surveys could lead to reallocations of resources, revisions in certain Agency processes and
policies, and development of guidance related to EPA’s customer services. Ultimately, these
changes could result in improvements in services, products and processes the Agency provides to
the public, and in turn, the public perception of the Agency.

The CSP purchased survey software and a scanner and has trained numerous individuals
across the agency to use these resources to simplify satisfaction measurement work. The CSP
staff members have provided training in the use of the software, assisted individuals to prepare
survey instruments using it, and guided them in using the scanner and reporting features.

To ensure proper design of EPA customer feedback and customer satisfaction
measurement activities, increase the use and application of customer feedback, and build internal
capacity to carry out these activities, the CSP coordinated development of “Hearing the Voice of
the Customer - Customer Feedback and Customer Satisfaction Measurement Guidelines.” The
“Feedback Guidelines” were first published in November 1998. The CSP has sponsored training
workshops on the application of the Guidelines.

A five-stage model for feedback: Plan, Construct, Conduct, Analyze and Act, is the
foundation for the Guidelines. The document focuses major attention on the planning phase, with
the object being to prevent duplication and poor design, and to eliminate survey work that will not
result in actions that can benefit customers and the agency. A long series of detailed questions
supplement the Guidelines to further assist the Feedback Advisors and others. The document is
available on the Internet (http://www.epa.gov/customerservice/guide.htm), and is being used by
individuals in other federal and state agencies to guide their feedback efforts.

The Guidelines and questions are not our only resources. To help ensure that feedback
information used in an appropriate fashion, CSP staff encourage EPA programs to develop surveys
consistent with OMB’s Resource Manual for Customer Surveys, EPA’s Survey Management

Handbook and to take advantage of survey development training such as that offered by the Joint

Program in Survey Methodology (JPSM). The EPA Customer Service will continue to facilitate
sharing of information gathered from customer satisfaction surveys, and explore ways to aid
programs in survey development.

As a result of past survey feedback, sponsors have taken actions to change to revamp our
dockets, to streamline processes and improve regularly issued documents. Most recently, focus
groups and web based survey responses were used to guide the complete redesign of EPA’s web
site.

3. Non-duplication, Consultations, and Other Collection Criteria
3(a) Non-duplication
EPA service providers develop customer satisfaction surveys to learn how their customers

perceive their specific services. Therefore, the information collected will not overlap with other
customer satisfaction surveys. Every effort will be made to channel all customer related surveys

4
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through this ICR and to prevent misuse of this ICR for program effectiveness surveys.
3(b) Public Notice Required Prior to ICR Submission to OMB

EPA conformed to the requirement for public notice by publishing a preliminary and final
Federal Register Notice concerning our intent under this ICR and requesting comment.

3(c) Consultations

CSP staff used the same process for developing this ICR application that they used to
develop the 1997 and 1999 applications. Staff in all regions and offices received a request for
input to the application. This ICR was prepared in consultation with representatives from all
organizations that responded to the opportunity to outline their survey through the year 2005 and
into 2006. This feedback was used to develop the estimates described in Figures 3b and 4, and to
prepare the estimates of respondent burden (See Section 6.) and the Estimated Respondent
Burden Table (Table 6-1).
3(d) Effects of Less Frequent Collection

This information collection could not be conducted less frequently. EPA will gage customer
reactions to and perceptions of services and products the Agency now provides in order to improve
them. Programs will not survey all customers, nor will each program survey every year. There will
be sufficient time between surveys to allow the actions taken in response to customer comments to
show results. There are no technical or legal obstacles to reducing the burden.
3 (e) General Guidelines

This ICR complies with OMB’s general guidelines for the collection of information.
3(f)  Confidentiality

Not applicable

3(g) Sensitive Questions

No sensitive data will be collected.

4. The Respondents and the Information Requested
4(a) Respondents/SIC Codes

The Executive Order describes a customer as “...an individual or entity who is directly

served by a department or agency.” The EPA, by the very nature of its mandate, serves very large

and diverse groups that receive or are in some way affected by EPA services.

Figures 1a and b display information about past EPA customer surveys under this general
clearance. They provide an overview of EPA customer groups targeted for customer satisfaction
surveys. Because several customer groups use the same services, a survey may reach more than



one of the designated customer categories. (The code standard industrial code (SIC) for “General
Public”is 99.)

Figures 1a and b show the customer segments surveyed before and after 1998,
respectively; the table provides the annual number of surveys, respondents and burden hours for

the years 1995 through 1998 (under previous ICRs), and under the current ICR, as well as the
averaged numbers.

Figure la

Customer Groups Surveyed

States/other governments

Industry/business

| Individual Citizen
[ Industry/business
B States/other governments
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Figure 1b

Customer Groups Surveyed 1999-2001

]
[ ]
]
]

Table 4 -1 ICR Use 1995 - 2001

Citizens
Business/Industry
Web Users
Others

Year # Surveys Respondents Burden Hours
1995 20 16,735 4,395.5
1996 12 12,144 3,476.5
1997 16 16,275 3,234.0
1998 22 16,279 1,478.4
Average for 17.5 15,358.25 3,146.1
Previous ICRs

1999 11 5,025 451.5
2000 12 5,804 570.25
2001 7 3,914 445.56
Average for Current | 10 4,914 489.1
ICR
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4(b) Information Requested
(I) Data items, including record keeping requirements

The Agency will maintain records of the surveys sent to OMB in the ICD. Offices sponsoring
the surveys will retain files of the surveys, responses and analysis. Since customer satisfaction
surveys seek to gauge public opinions on Agency services, the surveys have not and will not involve
respondents in extensive searching of existing sources, or reformatting information to submit to the
Agency. The Agency does not anticipate any public record keeping activities under this ICR.

(I1) Respondent Activities

EPA customer satisfaction surveys have focused on services (hot lines, dockets,
clearinghouse, websites), products (technical assistance, documents, information, training,
workshops) and processes (grants, inspections, registrations, permitting). Figure 2a displays the
focus of customer service surveys under the customer service ICR through 1998. Figure 2b shows
the focus from 1999- 2001. Figure 2c arrays the focus of surveys planned for 2003-2005.

Figure 2a

Focus for Improvement 1995-1998
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Figure 2b

Focus for Improvement 1999-2001

20

15

10

Services . Products

. Processes

The surveys conducted under this clearance are of two major types, “quantitative” and
gualitative. Respondent activities related to “quantitative” are dependent on the survey method;
feedback instrument types and the activities for each follow.

Mail surveys and Customer Feedback Forms (including comment cards, evaluation forms and some
web-based surveys)'. Both may involve the following activities:

- Read instructions;

- Search data sources;

- Complete questionnaire;
- Mail questionnaire.

1

Customer feedback forms/comment cards/evaluation forms are considered to be short, 5 to 15 question
forms that typically accompany, and seek feedback for a specific service (such as a training course, or “over
the counter” service) or product (such as a manual, software, etc). Internet (web based) surveys also fit into
this category. Mail surveys may involve more extensive questionnaires and may require more rigorous
statistical sampling methodology to evaluate a certain group or groups’ perceptions about a service the
Agency offers.
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Figure 2c

Focus for Improvement 2003-2005

120
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40
20
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B Process

Telep
hone Surveys

- Listen to instructions;
- Answer questions (oral response)

EPA expects to continue its use of these surveys. Respondent activities related to “qualitative”
feedback may include:

Focus Groups or Interviews

C Listening to group instructions
c Participating in discussions;
C Completing any forms or materials provided at the group session.

EPA uses focus groups for evaluating various aspects of its programs, to assist in improving and
testing of outreach materials and web sites, and to explore new aspects of service delivery.

10



-
<
L
=
-
O
o
(@
L
>
—
- -
o
o
<
<
o
L
2
=

Training/Education/Outreach products and services. EPA gathers feedback on its training, outreach
products and educational programs through a variety of methods. The Agency distributes a broad
array of materials to the public such as public affairs materials, videos, brochures and fact sheets,
software, manuals, guidance material, reports, etc. It also hold many meetings, workshops and
training sessions. Corresponding to this diverse set of products is a need to make extensive use of a
variety of methods to evaluate customer satisfaction. EPA uses feedback forms in publications and
on counters in service delivery areas, focus groups, mail and telephone surveys, and, when
publications are available on the Internet, the Agency is using short on-line surveys to solicit
customer input. Offices also ask for feedback on the usefulness of their web sites.

Many of these evaluation activities can use feedback forms to be completed by attendees after an
EPA-sponsored event, or by users of documents, software or web sites. Focus groups are also
useful for pre-testing EPA training materials (videos, brochures, etc.) prior to their dissemination to
the public. Mail or telephone surveys help EPA identify a need for changes in training/educational
programs, outreach products or services to assure their usefulness to a specific audience.

Hot lines/PICs/clearinghouses. Hotline evaluations are conducted on selected samples of hotline
users. By their very nature, hotline customers will most often be surveyed by telephone. However,
more complex surveys may require face-to-face interviews, focus sessions, or mail questionnaires.
In addition, comment cards are used periodically when information packets are mailed by hotline,
Public Information Center (PIC) or clearinghouse staff.

Miscellaneous Service Related Activities. The EPA has a broad network consisting of its
headquarters and regional offices, laboratories, and field offices that may conduct customer surveys
on outreach and other services that they provide. Most mail and telephone surveys are conducted
under this “miscellaneous” category.

To reduce respondent burden, EPA has been expanding use of Internet feedback screens
and comment blocks to provide increased opportunity for customers to comment on attributes of our
services and web sites. Fewer offices each year develop lengthy questionnaires. Focus groups,
though they require higher respondent burden, are still used because of the specificity and the depth
of responses that offices/regions can obtain from them.

The redesign of EPA’s web pages required comment buttons on all EPA Internet sites. The
Agency is therefore receiving and will continue to receive informal feedback and questions that are
purely voluntary and not solicited specifically through sets of Agency questions of nine or more
individuals outside the Federal government. We plan to continue to manage and act upon such
customer information, particularly to improve EPA’s on-line information service on Internet.

OMB'’s Resource Manual for Customer Surveys (dated October 1993) and other relevant
guidance documents state that the generic clearance shall be used for “strictly voluntary collections
of opinion information from clients that have experience with the program that is the subject of each
data collection” and precludes this option for use:

C by regulatory agencies to survey regulated entities?;

C in any situation where a respondent may perceive that a response will result in risks to
his interests through potential penalties or loss of benefits;

C for collecting factual information (other than simple identifying information, where

2EPA interprets this to preclude any EPA purposes of regulatory development or enforcement.

11



needed); or
C for collecting data from the general public.?

5. The Information Collected
Agency Activities, Collection Methodology, and Information Management

5(@) Agency Activities. Agency activities associated with the collection of information include:

c Developing survey design, assembling data sources (mailing lists, etc.) and pretesting
guestionnaire;

Internal EPA review and approval of questionnaire;
Disseminating questionnaire to respondents;
Gathering information from respondents;

Answering respondent questions, follow-up;
Reviewing data;

Recording submissions and analyzing results;
Preparing findings;

Storing and maintaining results

Making results public via annual reports and Internet.

OO OO OO OO

We do not account for the work of implementing and tracking actions taken as a result of
customer feedback.

5(b) Collection Methodology and Information Management.

Figure 3a displays EPA’s use of different types of customer satisfaction surveys requiring
OMB review and approval from 1995 through June 1999; Figure 3b shows use over the past three
years. Included are surveys conducted by EPA program offices, regions and headquarters elements.
The chart shows that: mail surveys remained the most popular instrument, use of focus groups
dropped off (highly ambitious plans were dropped), and the proportion of web surveys increased.
Prior to initiating any survey, sponsoring programs must seek final approval from OMB. EPA’s CSP
staff will continue to encourage survey sponsors to develop instruments using the twelve step
process outlined in OMB’s Resource Manual for Customer Satisfaction Surveys (dated October
1993). The following internal review process, independent of the originating program office, will
continue:

1. To obtain approval, sponsoring programs must submit a clearance package consisting of a
memorandum from the program or office director and a copy of the survey instrument through
the Customer Service Program to the Information Collections Division in the Office of
Environmental Information that will forward acceptable packages to OMB.
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3EPA interprets this to mean random sampling of the general public in a “market research” mode.

12
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